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Note: 1) The Question paper consists of Parts A and B.
i1) Part A is compulsory, and it carries 25 marks. In Part A, Answer all questions.
iii) In Part B, answer any question from each unit. Each questlon carries 10 marks and

A may have a, and bas sub questlons A A A o
.......... PART _ A RS
(25 Marks)
l.a) What are CRM's main goals and objectives? [5]
b)  Define Customer Lifetime Value (CLTV) and explain its significance in CRM.  [5]
o5 € How does CRM integrate with e-CRM or online CRM? Y -
foon / Whiat ate the key elémeérits of a successtul CRM ploees 7y A [5] __
"'---EXPIdm the tools.used in analytical ERM. * e SN [5).5 4 &
PART -B
(50 Marks)
AAAAA 2. Examine the common apphcatlons of CRM in consumer and bu_gmess markets with
:_.--""sultable exampleb % AR AN oo [10] :
............ Yo + OR"‘- i
3. How does CRM contrlbute to the success of various stakeholders‘? And descrlbe the
components of CRM. [10]
Explain the concept of the customer life cycle and its relevance to CRM strategies.
Brlef on customer expectatlons analys1s [5+5]
P g A OR o
What isa customer mf'ormatlon dcltabaseus and why is it meortant" | ofuy .y

“Examine the rolé of customer profile in customer segmentation. [5+5] "

6.a) How is the CRM process tailored for a marketing organization?

b)  Describe the CRM Value chain. [5+5]
OR
s 1.2) ___.Outlme the key phases or stages of.a typlcal CRM process cycle P e
oy .“. modules in CRM {3 A N 5451 4
8. Descrlbe the dlstlnct strategles for customer acqulsltlon and retention w1th sultable
examples. [10]
OR

9. What is KOEL’s model, and how is it relevant to CRM? [10]




I__.-""Descnbe the new trends o CRM [5+5]

Com AT /.
11.a) D1st1ngu1sh between operat1onal and analytlcal CRM prov1d1ng an example of each - '
b) Illustrate the CRM software packages suitable for Indian firms. [5+5]
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